
      Arizona Service Quality Penalty Calculation - 2004
Month JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

Number of Days 31 29 31 30 31 30 31 31 30 31 30 31

Residence - Business Office Access
Calls in <20 sec 1,373,964 1,947,406 2,384,807 2,196,589 1,881,688 1,849,433 2,024,025 2,008,591 1,923,732 1,879,864 1,563,304 1,803,052
Calls - Total Offered * 3,080,283 2,793,549 2,884,804 2,627,446 2,448,753 2,790,275 2,626,545 2,544,220 2,502,249 2,298,847 2,191,928 2,102,978
% in > 20 sec 55.39% 30.29% 17.33% 16.40% 23.16% 33.72% 22.94% 21.05% 23.12% 18.23% 28.68% 14.26%
% in < 20 sec 44.61% 69.71% 82.67% 83.60% 76.84% 66.28% 77.06% 78.95% 76.88% 81.77% 71.32% 85.74%
Penalties (Offsets) Per Day 2,000 1,000 0 0 0 1,000 0 0 0 0 0 -4,000
Total Penalties (Offsets) Per Month 62,000 29,000 0 0 0 30,000 0 0 0 0 0 -124,000

Total Residence Access Penalites (Offsets) YTD 62,000 91,000 91,000 91,000 91,000 121,000 121,000 121,000 121,000 121,000 121,000 -3,000

Business - Business Office Access

Calls in <20 sec 21,466 30,528 39,802 36,913 35,642 38,310 34,856 27,654 32,770 31,682 25,935 27,783
Calls - Total Offered 49,403 44,909 49,874 43,957 41,184 43,325 38,014 35,493 41,494 39,339 31,620 30,087
% in > 20 sec 56.55% 32.02% 20.19% 16.02% 13.46% 11.58% 8.31% 22.09% 21.02% 19.46% 17.98% 7.66%
% in < 20 sec 43.45% 67.98% 79.81% 83.98% 86.54% 88.42% 91.69% 77.91% 78.98% 80.54% 82.02% 92.34%
Penalties (Offsets) Per Day 2,000 1,000 0 0 -4,000 -4,000 -4,000 0 0 0 0 -4,000
Total Penalties (Offsets) Per Month 62,000 29,000 0 0 -124,000 -120,000 -124,000 0 0 0 0 -124,000

Total SBG Access Penalties (Offsets) YTD 62,000 91,000 91,000 91,000 -33,000 -153,000 -277,000 -277,000 -277,000 -277,000 -277,000 -401,000

Repair - Business & Residence

Calls in <20 sec 425,971 389,929 446,202 428,480 423,579 475,982 483,042 509,074 456,267 421,259 361,912 360,438
Calls - Total Offered 522,736 477,458 540,194 525,513 516,643 584,044 591,846 629,893 550,483 525,922 448,983 418,959
% in > 20 sec 18.51% 18.33% 17.40% 18.46% 18.01% 18.50% 18.38% 19.18% 17.12% 19.90% 19.39% 13.97%
% in < 20 sec 81.49% 81.67% 82.60% 81.54% 81.99% 81.50% 81.62% 80.82% 82.88% 80.10% 80.61% 86.03%
Penalties (Offsets) Per Day 0 0 0 0 0 0 0 0 0 0 0 -4,000
Total Penalties (Offsets) Per Month 0 0 0 0 0 0 0 0 0 0 0 -124,000

Total Repair Access Penalites (Offsets) YTD 0 0 0 0 0 0 0 0 0 0 0 -124,000

Held Orders
Held Orders 12 11 10 8 11 8 8 7 5 10 8 8
Access Lines ** 2,146,656 2,129,865 2,109,961 2,078,101 2,065,200 2,051,855 2,035,078 2,027,411 2,019,240 2,010,834 2,008,230 1,999,874
% Held Orders of Access Lines 0.0006% 0.0005% 0.0005% 0.0004% 0.0005% 0.0004% 0.0004% 0.0003% 0.0002% 0.0005% 0.0004% 0.0004%
Penalties (Offsets) Per Day -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000
Total Penalties (Offsets) Per Month -124,000 -116,000 -124,000 -120,000 -124,000 -120,000 -124,000 -124,000 -120,000 -124,000 -120,000 -124,000

Total Held Order Penalties (Offsets) YTD -124,000 -240,000 -364,000 -484,000 -608,000 -728,000 -852,000 -976,000 -1,096,000 -1,220,000 -1,340,000 -1,464,000

Out of Service Repair Times
Out of Service < 24 hours 17,737 16,028 20,077 18,271 17,279 20,040 21,359 23,874 20,683 18,803 17,135 17,488
Total Out of Service 20,387 18,008 22,948 21,446 19,218 22,595 29,120 27,926 24,729 23,986 26,119 22,022
% Out of Service < 24 hours 87.00% 89.00% 87.49% 85.20% 89.91% 88.69% 73.35% 85.49% 83.64% 78.39% 65.60% 79.41%
Penalties (Offsets) Per Day -1,000 -1,000 -1,000 -1,000 -1,000 -1,000 1,000 -1,000 0 1,000 2,000 1,000
Total Penalties (Offsets) Per Month -31,000 -29,000 -31,000 -30,000 -31,000 -30,000 31,000 -31,000 0 31,000 60,000 31,000

Total Out of Service Penalties (Offsets) YTD -31,000 -60,000 -91,000 -121,000 -152,000 -182,000 -151,000 -182,000 -182,000 -151,000 -91,000 -60,000

Total Service Quality Penalties YTD 124,000 182,000 182,000 182,000 91,000 121,000 121,000 121,000 121,000 121,000 121,000 0

 *Call handling includes 14-state region vs. AZ/NM district
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